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Measuring Effectiveness & 
Outcomes 

 

We measure in 3 ways: 

 

1. Customer Service, 

2. Customer Service, and  

3. Customer Service. 



Metrics 
 Customer service satisfaction surveys 

 Call/e-mail metrics, such as call abandonment, call 
wait times 

 Turnaround times for document processing 

 Filing Volume 

 E-filing adoption rate 

 Webpage views 

 Numbers of citizens educated  

 



Changes to Current Structure? 
 

 None planned at this time 

 

 Legislative enactments could have the potential to affect 
our current structure 



Overall Goals for Next Biennium 
 

 Improve the customer experience through 
modernizing our website  

 

 Improve customer service by continuing to expand and 
enhance our electronic filing capabilities 

 

 Protect our digital assets, which are core to our service 
delivery 



Strategic Plan – Goals and Objectives  
GOAL 1:  Promoting a level playing field for economic development and 
financial capital formation by providing responsive, innovative and free  
access to quality data.  

 State of the art e-government IT system for registration and filing (businesses, 
UCCs, non-profits, investment advisors, broker dealers, lobbyist, etc.)  

 Reliable customer service to promote economic development and capital 
formation  

 Maintain other important state records for public, business and governmental 
use  

 
GOAL 2: Promoting transparency and timely public access to vital and  
accurate business and governmental information. 

 Corporations – Business registrations and annual report filings need to              
facilitate economic development and capital formation (info used by the market 
place for buy, sell, lend, borrow and invest decisions) 

 Commercial loan filings and federal tax liens 
 Securities and broker dealers 
 Registered charities and professional fundraisers  
 Notary 

 
 
 



Strategic Plan – Goals and Objectives  
GOAL 3: Fighting business and market based fraud through appropriate licensing, enforcement,  
education and administration of uniform laws, and ensuring the integrity of filings and data. 

 Compile, publish and promote information on businesses and borrowers for market use 
 Trademark registration and enforcement – protect intellectual property rights 
 Regulatory framework for registration and enforcement of the state’s Securities industry 
 Commissioning of Notaries – registration, enforcement and education 
 Registration and enforcement for CSL 

 
GOAL 4: Supporting a competitive and ethical business and governmental climate. 

 Regulatory framework for lobbyist 
 Emphasize and encourage and appropriate behavior in securities  
 Emphasize and encourage and appropriate behavior in charitable solicitations 

 
GOAL 5: Strategic partnerships with other governmental entities to share and exchange data and  
information, training and standards needed. 

 Local government partnerships – register of deeds, tax assessors, mappers and planners to foster a land 
records management system used in real estate transactions 

 Department of Revenue – facilitate collection of delinquent business taxes, revenue suspensions, etc. 
 Occupational licensing boards and commissions 
 Advancing the delivery of e-services and e-government  
 Serve as a designated state authority for supporting and facilitating visiting international delegations 

and collaborative partnerships for NC 

 



Budget Requests 

 Starting Your Business (FTE Component)* 

 Additional infrastructure needed to help people start new businesses 

and facilitate capital formation through required business filings used 
in millions of business decisions each year 

  

  - Six (6) call center positions - $302,600  

  - Four (4) annual report positions - $195,462 

  - Three (3) document examiners - $161,398 

  - One (1) education/outreach position - $62,000  

* Three (3) positions were included in the Governor’s budget 



Budget Requests (cont’d) 

Starting Your Business (IT Component) 

 

 Requesting software tools to strengthen our system’s 
protection against fraud: 

 

 Check Verify - $195k NR,  $76k R 

 Digital Device Fingerprinting - $2k NR, $24k R 

 

 

 

 



Budget Requests (cont’d) 
IT Services* 

 Funding for improved IT security  (2 items legislatively 
required) for IT related services: 

 

 $77k NR, $88k R 

 Disaster recovery site at Western Data Center (required) 

 Penetration testing (required) 

 Enhanced web filtering/security 

*Items funded in the Governor’s budget 



Other Relevant Legislative Matters 

 SB 114 – Annual Report Modernization  

 

 HB 230 – Revised Uniform Athlete Agent Act 

 

 HB 279 – Fantasy Sports Regulation 



Crowdfunding Update (SB 680) 
 Expedited rulemaking complete, effective 4/1/17 

 

 2-tier regulatory model based on amount to be raised 

 $250,ooo threshold  

 

 Program ready to accept registrations 4/1/17 

 

 Looking forward to updating on progress as program 
proceeds 



 Questions? 

 

 Contact information: 

 Haley Haynes, Deputy Secretary of State 

    hhaynes@sosnc.gov 

    (919) 807-2005 

mailto:hhaynes@sosnc.gov

